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The Italian Ministry of Public Administration and Innovation is running a pilot project entitled 
“Mettiamoci la Faccia” (literally “Let's put a face on it”). The campaign is designed to assess 
organizational performance in Public Administration, through interactive interfaces and the use of 
emoticons. The aims are improving the quality of services of PA with the help of citizens and have a 
brief description of the user perception in order to act promptly. This paper describes a software 
application, developed by the Istituto di Informatica e Telematica of Italian National Research 
Council in Pisa, which enables a monitoring of Public Administration services, by means of 
emoticons. This involves the objective assessment of performance, results and of the quality of 
services offered (i.e. customer satisfaction). Furthermore, the system enables the generation and 
automatic forwarding of statistical data on the services monitored to the Department of Public 
Functions of the Ministry of Public Administration and Innovation, which allows a real time and 
comprehensive assessment of their quality. The software, based on a web application and 
distributed with a GPL GNU licence, enables a survey of customer satisfaction which is both cost-
effective and easy to use. In fact, it can be used via web browser and only requires a computer with 
low computing power and a touch screen. 
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1. Introduction	  
The widespread diffusion and use of innovative technology is strictly associated with the process 
of modernization of Public Administration (hereafter PA) in Italy. In order to satisfy the needs of 
the society it is important to underline the role of the citizen, whose participation in public 
choices must be seen very much as a strategic resource. It is therefore necessary, with the aim of 
drawing the citizen closer to local government services, to develop a relationship of involvement 
of the citizen in decision-making processes of the public administration while at the same time 
having an ongoing assessment of needs and expectations. The evaluation of customer satisfaction 
is a starting point for the carrying out of strategies of improvement for the services offered by 
local government. Indeed, customer satisfaction emphasizes the citizens perspective but requires 
suitable tools for measuring the approval of services. 
Customer satisfaction is usually carried out by means of surveys, complaints/comments analysis 
and focus groups. These are methods which assess perceived quality periodically, but do not 
provide an ongoing and real time gathering of opinions regarding the services offered. There are 
other systems that enable a continuous and real time analysis of customer satisfaction at the front 
office, by phone or online, by means of emoticons. To give an opinion using emoticons has the 
advantage of being simple and immediate for end-users in terms of perceiving the quality of 
services. 
To this end, the Italian Ministry of Public Administration and Innovation, is running a pilot 
project (hereafter pilot) entitled “Mettiamoci la Faccia” (literally “Let’s put a face on it” given 
its use of smileys to indicate levels of citizen satisfaction), which is designed to assess 
organizational performance in the PA by: “... identifying the level of satisfaction of recipients of 
activities and services through interactive features and the use of emoticons”. The pilot aims to 
improve the quality of services of the PA with the help of citizens, by detecting real time and 
continuously their level of satisfaction for the services received, and allowing PAs to act 
promptly on the issues raised. 
In this context, the Institute of Informatics and Telematics of the Italian National Research 
Council in Pisa has developed a detection system for all PAs taking part in this pilot. The system 
was developed for the real time measuring of the customer satisfaction through touch screens 
installed at the individual front offices delivering services. The software is freely available under 
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GNU GPL licence1, by accessing a dedicated page of the restricted area on the website of the 
Dipartimento della Funzione Pubblica (hereafter DFP) - the Italian Department of Public 
Administration: http://www.mettiamocilafaccia.it. 
2. Detection	  systems	  requirements	  
In the pilot, the customer measurement is in relation to various channels of service delivery: front 
offices, web, or phone. With regard to services provided at the front offices, touch screens 
through which citizens can express their level of satisfaction can be used. Touch screens can be 
configured as: 
• “kiosk systems”, for more than one front office or homogeneous groups of front offices; 
• simple “touch screen”, for each front office. 
A touch screens configuration clearly relates the service offering directly to the moment of 
receiving it, and should thus facilitate greater user participation in revealing levels of satisfaction 
[11] -. 
In the implementation of detection systems, solutions need to ensure that: 
• feedback on the service is rendered from the served user; 
• a service can only be rated once; 
• there is no possible room for manipulation by the front office operator. 
Also, the costs of building software applications need to be minimized. To this end, various 
different technical and organizational means can be used in relation to the location of detection 
devices. 
For governments that choose to equip their branches with touch screen devices: 
• the device should be activated only after the citizen has concluded their specific business; 
• the operation is enabled for a limited time; 
• citizens can choose not to rate a service [3] - [5] -. 
2.1 Data	  collection	  and	  processing	  
In order to provide continuity in the data collected, each of the used channels must feed the 
administration information system - either directly or indirectly - adopting a collection system 	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
1 Generic Public Licence GNU: http://www.gnu.it licenses/gpl.html 
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that allows processing in ways appropriate for reports for both internal and external 
communication. 
For purposes of analysis the following information may be provided: 
• number of users who have received the service; 
• number of users who have rated the service and their percentage on the total of those who 
have used that service; 
• frequency distributions – in absolute values and as a percentage - of the opinions 
expressed on the received service; 
• most common ratings (modal value); 
• frequency distribution of reasons for dissatisfaction in absolute values; 
• frequency distribution of areas of dissatisfaction as a percentage [12] -; 
The data collected through the detection system are summarized in periodic reports that are used 
by PAs participating in the pilot [13] -: 
• for internal purposes, to improve the service (even daily); 
• for reporting to its customers by publishing on its website (at least monthly); 
• for communication to the Ministry in an aggregate form (weekly, monthly) [3] - [5] -. 
2.2 Rating	  screens	  interface	  
The screens of the device through which users rate the service they have received, are defined 
graphically by the guidelines published in the “visual identity” section of the reserved area of the 
official website dedicated to this pilot (www.mettiamocilafaccia.it). The site can be accessed after 
entering a username and password provided by the DFP when joining the pilot itself. 
3. Key	  features	  of	  the	  IIT-­‐CNR	  detection	  system	  
The detection system currently provides the following functionalities: 
• rating by citizens, concerning front office services, using a touch screen monitor directly 
connected to the operator’s PC; 
• selection of services provided by an operator at the front office and, consequently, 
enabling the user to rate the service; 
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• setting the maximum time for the citizens to rate the service received; 
• upgrading of services provided by the PA via a Web Service connection to the database of 
the DFP, which contains information on individual PAs participating in the pilot along 
with the services they provide; 
• generation of XML reports that can be used for uploading data on the system managed by 
the Ministry of Public Administration and Innovation; 
• submission of XML reports to the DFP via the Web Service; 
• generation of reports for external display in graphical/tabular form that can also be 
exported as a pdf. 
3.1 Hardware	  and	  software	  requirements	  
The following are required in order to use the detection system: 
• a server connected to the network and access to the Internet, with Windows or Linux on 
which to install the relevant software and applications. Specifically: 
o Apache Web to activate the server; 
o MySQL for database management; 
o PHP programming language; 
Besides, it uses the general purpose PHP components library eZ Components2 and the 
shell utility wkhtmltopdf3 for the management of the templates and graphs and  for the 
conversion from html to pdf. 
• a computer for each operator station. each station must be connected in a local network to 
the server and must have a Web client; 
• a touch screen for each operator’s computer and configured as an extended monitor. 
• if no touch screen monitor is available, an additional monitor can be used (in extended 
monitor setup) plus an additional mouse. 
	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
2 eZ Components: http://ezcomponents.org 
3 Convert html to pdf using webkit – Project hosting on Google Code: http://code.google.com/p/wkhtmltopdf 
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In the case of small PAs, the server on which to install the application can be the same computer 
as the one used by the operator. In this case the server just needs to be connected to the Internet in 
order to access the DFP database for data communication. 
4. System	  functioning	  
The functional schema of the detection system is shown in Figure 1. 
 
Figure 1 - Functional schema 
The detection system for quality assessment is made up of two main Web interfaces: 
• an	  administration	   interface,	   for	   exclusive	   use	   of	   the	   'admin'	   operator	   (hereafter	  Administrator),	  which	  offers	  the	  following	  features:	  a. update	  of	  the	  services	  of	  those	  PAs	  that	  are	  taking	  part	  in	  the	  pilot.;	  b. processing	  data	  related	  to	  user	  ratings	  of	  services,	  and	  production	  of	  reports;	  c. submission	  of	  reports	  to	  the	  DFP;	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d. access	   to	   the	   rating	   interface	   for	   selecting	   the	   services	   that	   the	   front	   office	  provide.	  
• a	   rating	   interface,	   consisting	   of	   two	   sub-­‐interfaces	   used	   respectively	   by	   the	   user	  and	  the	  operator	  that	  provides	  the	  service/s:	  a. the	  evaluation	  sub-­‐interface	  with	  which	  users/citizens	  rate	  the	  service	  received.	  b. the	   enabling	   sub-­‐interface	   which	   allows	   the	   front	   office	   operator	   to	   select	   the	  services	  to	  provide,	  and	  which	  enables	  the	  user	  to	  evaluate	  the	  service;	  
The rating interface is used at each location that provides at least one service for which the PA is 
taking part in the pilot. 
4.1 Administration	  Interface	  
The administration interface is accessed at http://localhost/mlf/login.php, where 'localhost' is the 
name of the machine that runs the Web server on which the application is installed. 
The interface displays a login screen where the credentials assigned by the DFP to access the 
Web Service must be inserted (Figure 2). If data are not inserted correctly, the system will 
display an error message. 
 
Figure 2 - Administration interface - Authentication page 
If the server on which the application is installed is connected to the Internet through a non-
transparent proxy, in order to enable authentication and the subsequent exchange of data with 
DFP, the credentials relating to Access to the Proxy must be entered into the system. By selecting 
Page 8 A customer satisfaction measuring system of the Italian Public Administration services 
	  
the “login via proxy” in the authentication page, the fields needed for entering the appropriate 
credentials will be displayed (see Figure 3). 
 
Figure 3 - Administration interface - Login with proxy credential 
Once the credentials for the proxy have been entered, the system will remember the type of 
connection set and there will be no need to re-enter the data for each access to the administration 
interface, unless such credentials need to be updated.  
After the authentication phase, the administration interface provides various functions including 
the processing of data collected through the rating interface, along with functionality for 
receiving and sending data to and from the DPF (Figure 4).  
The administration interface can be exited by selecting the “logout” button in the header of the 
pages.  
 
A customer satisfaction measuring system of the Italian Public Administration services Page 9 
 
	   	  
 
Figure 4 - Administration interface - Home Page 
4.1.1 Report Management 
Report Management allows the generation and transmission to the DFP of reports for one or 
more services provided by the PA in a given period of time (Figure 5). Selecting the “Gestione 
reportistica” section, the administrator is required to: 
• select one or more services from the list of services provided by the PA and stored in the 
DFP database - only services whose piloting has begun can be selected; 
• provide the reference period, by selecting (through a calendar) the starting and ending  
week. 
 
Figure 5 - Administration interface - Report management screen 
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At least one service and one week of reference must be selected otherwise the system will display 
an error message. Based on the information entered and the button selected, the system processes 
data on ratings and produces the required reports: 
• if “Esporta File XML” (Export to XML File) is selected, the system produces an XML 
report which can be stored or displayed on the local machine. The XML file is produced 
according to the specification set by the DFP [6] -and is named “MLF_report.xml”. 
• if “Invia dati via Web services” (Send data via web service) is selected, the system 
produces an XML file following the path set by the DFP and sends it to the DFP itself 
through the Web Service [7] -. 
• if “Visualizza report” (View Report) is selected, the system displays a page with the 
report for external use, as defined in [5] -and shown in Figure 6.  
From the page shown in Figure 6 by selecting “Stampa PDF” the report can be exported 
as a pdf, which can be displayed or saved on the local machine. 
 
Figure 6 - Administration interface - Reports for external use 
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4.1.2 Update of the services associated with the PA 
With this feature, the system retrieves the list of PA’s front office services from the DFP database 
and stores them in the system local database. The updated lists are used in the Report 
Management screen of the Administration Interface (Figure 5) and in the Configuration Screen of 
the Rating Interface (Figure 8).  
If “Aggiornamento servizi” is selected, the administration interface allows the administrator to 
update the list of services by selecting the Aggiorna button (Figure 7). The list shows the name 
and the address of each service as inserted in the management dashboard4 of the reserved area at 
www.mettiamocilafaccia.it. A Notes field has been added that indicates if the service is not 
active5. After the update, the interface displays the current list of services. 
 
Figure 7 - Authentication interface – Services Update 
4.1.3 Selecting services by front office 
This feature is useful if the administrator is also the operator that provides the service at the front 
office. If “Seleziona servizi per lo sportello” is selected, the system closes the administration 
interface and opens the rating interface with the configuration screen (Figure 8) from which the 
Administrator, being the operator of the front office, will enable the evaluation system. 	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
4 Section contained in the restricted area at www.mettiamocilafaccia.it through which PAs participating in the MLF 
project can define their own testing plan on their services. 
5 Service, in the management dashboard, whose piloting has either not been indicated, has not begun yet or has 
been closed 
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4.2 Rating	  Interface	  
The rating interface implements the “Mettiamoci la Faccia” ratings detection device, and is 
composed of two sub-interfaces dedicated respectively to the operator offering the service and the 
user who wants to rate the service received: 
1. the enabling sub-interface is made up of a series of screens displayed in the front office 
operator's browser through which the operator can decide which services to provide and 
on which of these users can express their opinion. The same sub-interface allows the 
operator to enable users to evaluate a service after they have received it, or to re-enable 
the rating if users did not had time to give their evaluation; 
2. the evaluation sub-interface consists of a series of screens displayed in the touch screen 
and allows users to rate the service received at the front office. This interface is generated 
by the enabling interface, after the operator has selected the services offered at the front 
office. 
The rating interface is accessed from the operator's browser, through 
http://localhost/mlf/scelta_servizi.php, where 'localhost' is the name of the machine that runs the 
web server on which the application is installed. 
The enabling sub-interface has a configuration screen (see Figure 8) through which the operator 
selects the services provided and on which users can express their opinion. The selection is made 
by checkboxes. 
 
Figure 8 - Enabling sub-interface - Configuration screen 
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The services listed are the front office services of the participating PA, active at the time of 
display. They are read from the local database system6. The number of seconds entered in the 
“Tempo Massimo” indicates the maximum time in seconds that users have to express their 
opinion. The number of seconds is set by default to 37 but can be changed by the operator. 
To access the detection device both the maximum time must be indicated and at least one service 
must be selected. The system keeps track of data entered by the operator in the configuration 
screen, so that the next time it will be pre-filled with the most recent data. 
By selecting the “Accedi al sistema di votazione” button, the system displays on the operator's 
monitor the screen to enable users to rate the service (Figure 9). 
 
Figure 9 - Enabling sub-interface - Enable user screen 
It also generates a pop-up window that contains the first screen of the evaluation interface 
(Figure 10), which is moved in the touch screen connected to the operator station.  
At this point, the detection system is active and both the operator and the user have their own 
interfaces available. 
 
	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
6 If necessary, updated in accordance with the contents of the database DFP by Update PA services in the 
administration interface 
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Figure 10 - Evaluation sub-interface - Initial display for users 
Once a service has been given, the operator can enable the user to rate the service, through the 
enabling screen in Figure 9, by selecting the button for the service provided. Once enabled, and 
during the time the user is allowed to rate a specific service, the enabling interface informs the 
operator that a user is using the device and indicates which service is currently being rated, thus 
preventing a new rating from being enabled at the same time (Figure 11). 
 
Figure 11 - Enabling sub-interface - Screen of rating in progress 
At this time, the user will be counted by the system, the smileys will be selectable7, and the user 
will be able to rate the service provided as shown in Figure 12. 	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
7 green smile: satisfaction; yellow smile: neutral; red smile: dissatisfaction 
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+  
Figure 12 - Evaluation sub-interface - Rating screen 1 
In the event of a negative rating (red smiley), the system prompts the user to give the reasons for 
the negative rating by displaying Rating Screen 2 (Figure 13). 
Once the user has finished rating, the operator can enable a new user’s rating through the 
enabling screen shown in Figure 9. 
 
Figure 13 - Evaluation sub-interface - Rating screen 2 
After the user has made his/her rating, a 'thank you' screen appears (Figure 14), the system stores 
the user's rating in the database system and, after five seconds, automatically returns to the initial 
screen, so as to be ready for the next user. 
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Figure 14 - Evaluation sub-interface - "Thank you" screen 
Once the user has finished rating, the interface re-enables the operator enabling screen an re-
activates the buttons, as shown in Figure 10. 
If the user has not been able to rate the service within the maximum time interval set by the 
operator (Figure 8), the rating interface will automatically return to its initial status (Figure 10). 
In this case, the operator will be able to re-enable the user to make his/her rating by selecting 
“Riabilita utente”, as shown in Figure 15. In such cases, the user will only be counted once. 
 
Figure 15 - Enabling sub-interface - Time-expired screen 
From the same enabling screen, the operator can also enable a new user by selecting the button 
corresponding to the new service provided. Enabling/re-enabling a user thereby creates the 
operator enabling interface shown in Figure 11. 
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The activation of the detection device, through the correct selection of buttons, is crucial. In fact, 
on the basis of this activation the system will count the number of users who have used the 
services (activation or reactivation) and consequently the ratings associated with its services. 
5. Installing	  and	  configuring	  the	  software	  
The software has been tested on Windows and Linux. Below are the instructions for its 
installation on those operating systems. 
5.1 Installation	  on	  Windows	  	  
1. Authenticate yourself as an administrator and download the package made available by 
the IIT-CNR named IIT_MLF_Package_x.x.exe (where xx is the version). 
2. Install the application by double clicking on the downloaded file. In the "Selezione dei 
componeneti" window:  
a. Select all three components if the machine on which you are going to install the 
software will function both as a server and workstation. 
b. Select "Wamp server" and "Applicazione mlf" if the machine is only a server. 
c. Select "Utility per finestra di votazione" if the machine is used only as an operator 
station. This component must be installed on any Windows-based operator station. 
If the installation reports the error that a web server and/or mysql is already running on the 
machine, the WAMP server will not be installed. In this case, you must: 
d. Check to see if there are active programs that use port 80 that are not a web server 
(e.g. Skype). If there are, quit these programs and then run the installation again from 
step 2. Otherwise continue as below; 
e. Check if Apache, MySQL or PHP are already installed on your system and manually 
install any that are not; 
f. Create the "mlf" folder in the DocumentRoot of the web server and copy the contents 
of the "c:\IIT_MLF\UniServer\www\mlf"  folder into the "mlf" of the DocumentRoot; 
g. Open a prompt command, issue the command "cd c:\IIT_MLF" and run, through 
MySQL client, the file "mlfdb.sql", containing the sql commands to create the "mlf" 
database and for its initial population. 
3. The installation is now complete. 
 
Page 18 A customer satisfaction measuring system of the Italian Public Administration services 
	  
5.2 Installation	  on	  Linux	  systems	  
1. Authenticate yourself as root and download the package made available by the IIT-CNR 
named IIT_MLF_Package_x.x.tar.gz. Extract the files via the "gzip" command. This will 
create a directory called IIT_MLF_Package. 
2. Verify if LAMP is on the system. If it is not installed on your system, then continue with 
step 3. On the other hand, if it is already installed, continue with step 5. 
3. Check if Apache, MySQL or PHP are already installed on your system. If one or more are 
already installed, proceed with manual installation of the ones that are missing and 
continue with step 5. If none are installed, continue with step 4. 
4. Proceed with the installation of LAMP, which can be found in the Linux distribution 
used. 
5. Create the folder "mlf" in the DocumentRoot of the Web server and copy the 
IIT_MLF_Package/mlf/mlfweb folder into the "mlf" of the DocumentRoot. 
6. Run, through the MySQL client, the “IIT_MLF_Package/mlfdb.sql” file, which contains 
the sql commands to create the "mlf" database and for its initial population. 
7. Installing fonts: Marker Felt Thin Plain Regular and Marker Felt Wide Plain in the 
IIT_MLF_Package/mlfweb/caratteri/ folder .  
8. The installation is now complete. 
6. Conclusions	  
The software application developed was designed to supply a survey system of customer 
satisfaction which is cost-effective and easy to use. It is currently being used by some PAs and 
many others have shown an interest in adopting it in the immediate future. The system software 
is now under revision to enhance it with additional functionalities. The new release will include 
the implementation of an interface for evaluating the PA services supplied through the Web, and 
a kiosk system interface for rating the perceived quality of the services offered at the front office. 
Indeed, these two additional channels are foreseen in the framework of the pilot project [5] -. 
The diffusion of online public services, in fact, requires the introduction of web-based evaluation 
systems of the perceived service quality and the adoption of these tools is a starting point for 
carrying out improvement strategies and programmes for these services [9] -. Also by means of 
the assessment interface for the web channel there must be a guarantee of correspondence 
between service user and the univocity of the vote given [4] -. 
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The evaluation interface for the kiosk system will have characteristics similar to those of the 
touch screen, with additional requisites associated with the need to supply the user with an 
unequivocal element through which the combination “service used – opinion expressed” can be 
clearly identified. This element can be expressed by a number or by a bar code assigned to the 
user by the operator at the end of the service [4] -. This rating interface could be also accessible 
by the user via web allowing the rating from home, by a given time limit.	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